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Qu•lifi<:~tion Highlights 
• 1\ senior rr cxccuth·c with on in-depth knowledge of all tb-pcct.S or ft.-derol infomution 

te<:hnology management includin~ S«urit)'. c:>pital planning Md in• c:>lmcnt control (CPIC). 
enterprise archittctur~:. contractin~. budget, technical opcrotiOIU. nnd human resources. 

• Si}o;.nilicant experience in the mano~cmcnt of lnrgc-scalc enterprise networks within n 
fcdcr.ucd agency work cn\'ironmcnt and muhi·million dollnr budgets. 

• I'CO\'Cil abilily and multiple years ofdin:ct experience in collnborntion nnd building coalitions 
in large enterprise environments to deliver tailored rr solutiO ItS th:u meet business need,. 

~hnugrmtnt l'ositions 

Vcrrr.m Affairs. 2013- Pro;tnt. Urpury Oin·~tor. flnllh lnform:uirYVC'tcrao~ Jlralth 
Adminhtnuioo (VHA) 
A$ D<puty Dir«:tor of Health lnfonnati<> (Ill). I o•·ersce and din:ct opcr.llional suppon for 8 
hc:thh informntks progroms. These progmm.s tolal 200 fTI::S. supponcd by opproxim:ndy 300 
contr:1ctors. I am rC"Sponsib!c: for the Jc,·c!opmcnt of annual progmrn work plans. budget 
initintivcs. operating policy. contr:lcl uc:qubitions. troining. str.ueg.ic plunning. :u'ld human 
resources. In this capacity. I h:wc nlso served as a liaison bel\Wcn VItA. VHA fkld providers, 
nnd orr. 
• Worked close: I)' with the clinicnl nnd IT ricld to establish and suppon incrc~~d 

communiCJ.Lion and organinuionnl relationships wllh c:nd users ahrou1:h lhc establishment of 
the health infomutic:s group. 

• I wori«d w1th lield leadership and Omoc of lnfonnation Tcchnole>j;)' (011) to identify those 
VIlA IT sy-stems considcml mi>..<ion-critit:ll and dn·dop • proc<$$ to :lien VHA 
.stnkcholders of IT senicc disruptions. 

• I han:- suc;ccssfull)' \\Orked \\i th muhiplc stakcholdm 10 suppOrt nnd inform the IT st.ralq;) 

at the VHA. Health lnfom1;uic~ works closely , .. ith the field :,takdwldcrs. including the 
Clinie3l Applic:ujon Coordinator.;, thc Fielllllr.'"3Jth (nfornlBtics Lc:l'ldc:r.;hip {FHIL). nnd the 
health infonnntics grour. I work closely with the dini~l community through hcallh 
infonnatits omccs to \!nsure thot IT solutions arc being dcvdOJ)I!d th:u meet the needs of the 
hcnlth care team. 

• Developed work management process lbr all HI progrnm offices. Tilis included development 
of nnnual schedules for de\'clopmcnt of program work pi3!Ls., s-pend plans. nnd acquisitions. 

• [)c"clopcd a pc:rfonn:tnee meuic rc,'icw process for nil HI program otliccs. 0\'crscc 
program office de,·dopmrnt of qu.111tifi;~.blc performance mc~rics th:n arc dii'\."'Ctly related to 
strattgic ::tOO tletical S03ls. ProWJm pc:rfomunce metrics :m: rc''kwcd on n quanerl~' lu.<~:is 

nnd swc~ful pcrfomuncc is also i!'X'orporntc:d into c;mpiO)~ p:rform;mcc pl;ms. 

• lk,·dopcd the firn Communication Plan for the Health lnfonnatics oOice to ensure :1 

!'lrotegic nnd thoughtful :1pprooch wns implemented in communic:uin~ \\ith clinical and field 

~t.akcholdt"ts. 

• Serve liS a VI (A liaison with orr Qll n varlet~' of iS..'iUCS such O..'il the IT1igmtion 10 Mic-rosoft 
Omcc 365. management ofVHA applicntions hosted in Orr d:un ccmcrs. security o fMI'Ds. 
re~ponse to IT scn~cc disrupl i('l lt~. nnd impro,ring infonnation now bctw~c-n VHA and OJT. 

• t.ed nn eflbrt to qUllJltify the imp:,ct of a data center outa&c on mcdiC':1l bu~ini!SS operations 
and vc;-lcmnS;. 
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• LOO eflOrts to reorganize f II that rcsuhcd in impron~d enicicncics and reduction of silo work 
ct10rt..'\. 

• Successfully used ch~ pcrfOnnum.:c impro\'cmc:nt plan (PII') procc!'SS to identif>• perfomltmcc 
wc:~1knesses und establish a plan for employee impro\'cmc:nt in these arell.S. 

• Established an intcropcrability ofiicc within HI to support clinical interopcr.1bility ciTon.s in 
a coordinntC'<I mrutncr 

ll~allh and I Iuman Stn·ict.~. 2007- 2012 
2011-2012. DirC'C'lor,lnform:rtion Ttchnoloso' and lnfrnstructurc- Operations (11"10) 
I was re.sponsiblc for IT operations and management supponing the Oflicc of the Sccn:t.nry nnd 
the ot1ices of I IllS Assisumt St."Cn:mries. The tCderoted environment required me to cngnse in 
cxtensh•c collubomtion and consensus building to successfully implement IT imprO\'Cmcms. I 
wns responsible for nil ll-'\pc!ClS of budget prep:w.nion. OT\·tB reponing. human resource-s. 
technological planning and implcmcntntion and O\'crsig.ht of the S400M primary IT surport 
services cont.roct for I IllS. In nddition.lnlso mnn.:aged the HitS network. the HHS·widc email 
,:,-ystem. the HHS data center. scat management {to include help desk ope rut ions). infrn....;tructure 
suppon. business application hosting. nnd COOP suppon. Specific accomplishments includc:tl: 
• Undertook initiatiws tO improv.: c~tomcr n:l:ationships u.ru.l Op)'IOrtunities to improve 

collnbor.uion. This included implcmcntntion of monthly customer sef'\;cc meetings. 
inclusion of customers to clumgc c-ontrol bo:1td meetings. o.nd development of n customer 
portal to stn:llmlinc IT purchases by end-users. Customer satisf:1ction incrca~d signifiCCtnlly 
as mc..'l.Surcd by annu.:al customer surveys during my tenure a..; Director. 

• Led cffons to more fully suppon and manage n vi nun I workforce. Implemented il'od pilot 
nnd began tc~;ting of mobile device m:utngement solutions 10 en.'\urc network security. 
Worked with all stakeholders to obtain consensu..;; in iltt.'Chnical solution tOr the cnh!rprise. 
Led ctlbrt.'\ to de\·elop a OYOD ngency policy dmt required coordirnuion with all 
stakeholders to include union rcpresent:~.ti\'cs due to possible ch::mscs in work environment. 

• I successfully guided cflbns to cvnlu:nc migration of the I IllS Oflice of the Secretary (OS) to 
a virtun.lizcd desktop infra.~tructurt! (VDI) tbr 12.000 users. l11is included busine$$ cai\C 
de\·clorment. id.:ntiticntion of technical nnd cnd·uscr requirements. and subsequent approvul 
for funding and implementation ofVDI pilot \\ithin HHS OS. 

• Dc\·clo~d dnshbo:1td review pmccss ro ensure contract perromumce meuics were evaluated 
on a monthly basis nruJ accessible for customer review. 

• Succe-ssfully guided work that culminated in successful implementation of two-factor 
nuthentie..'ltion for network access with employee PIV c-3fds. 

• Owrsnw effons to rcsoh·c multiple contrJctunl issues between vendor o.nd customers that 
r~ultcd in :l signitic:tnt Sl'l\'ings to the government in disincenti\'eS applied m contract 
pcrfonnanc.c. 

• Coordinated and guided cerun et10 rt.;; to begin the process fOr n rc~compcte- of the S400M 
prinu:uy I IllS rr support s~rviccs coruruct. 

• Developed f·II·IS policy to m::mdntc network integr.ation n.cross HI·IS divisions (FDA. CDC, 
NIH). 

• Oversaw and guided ct1bns to rcsoi\'C security issues 3S50Ciated \\ith ~·IFDs on the HHS 
network. 
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2007-201 1, Chid I nrorm:ation Offictr!Ocputy Chicr Jnrorn1ation Officer (DClO). lndi:an 
Health Srn ·ico/IIIIS 
As CIO and OCIO. I was responsible for supel'ision of &0\'cmmcnt and contr.K'tor personnel. 
\'cndor conlr.Jcts. bud~ct. pl3nS 3nd policies. tr.tinins. tcchnic.1l dnign. rK"twork opc:nuions. 
maint.:n."lnce. security. stmtc:g:ic planning .. and day-to-dl~ infonn.o.tion t«hnology opc:r.ttions. 
The IllS network connt-cts 2.5.000 users Joe.:~ ted throughout the United Stntes and is supponrd by 
stnO~ of 3ppro.ximatdy SO fC'dr:ru.l employees nnd ISO contmccors. B«;lusc my onice also 
pro\·idN ~upport to ind.:pcndc-nt Tribal nations. this position r~.'<tui n:l.l expert skills in 
consuhntionlcollabomtion. building coalitions. obtainin& con.sc:nsus. nnd mn.intnining ctl"rcti\'c 
relationships. I was responsible for nH nspccts of enterprise rr mnnnt;cment nnd policy for the 
agency. 
• I worked closely with health care leadership 10 en..llurc thnt npproprintc ond adequ:ttc IT tools 

were nvnilublc for the he-alth c.arc tcnms. Clinic:~l l c:~.dcrship was intima1tly in\'Ol\'ed in IT 
investment decisions ru1d the CIO oflicc worked to ensure that irwcsuncnt prioritiz:uion 
rt: fl~tcd the needs nnd go.,Js-ofthe clinicul community. 

• l..cd cnbrts to impro,·c o,·craJI network security t1uu included implementation of multi-factor 
nuthcn1ic:nlion lOr rcn1ote users, fonnaJ dc,·clopmcnt of o log ruu.lysis progr.un. pcnetr.:uion 
teSting. nnd implcmcntntion of o. vulner.1.bility nun:tgcmcnt prosr.un. 

• ~fan:sged the upgrade of IT opcr.1tions in u variety of :uc:LS to cnlwJc:c security 3Jld 
rcliabilily. This: included cmc·rgcncy power (UPS :md diesel scncr:.llor). storage~ 
network. QSSt't man3gcmcnt ~ p:ttc-h rnan.lb'-~t. S\\itch and router upgrade. domain 
controller upgrodc. two-fxtor autlxntic~uion. and Ct!Cf)'p.tcd communications. 

• Led cffons to $C.andrul.lizc equipment 311d softwnre and to ensure consistency \\ith the IHS 
cnterp~ archit~turc and nssociarcd Tcchnic:ll Reference Model. 

• 0\·crsaw tc\'isions to procedures :tnd form11t omd content guidance to improve the efficiency 
and reduce co:;ts llSS()(intt."\J with the ccniftct~tion and accrcditr.tion (C&A) process used 
\\'ithin IllS. These efforts $1VC\l lhc agency roughly Sl million annutt.lly in C&A costS. 

• Oc,·d opel.l proc.:ss for impro\'cd nssct man:1gcmcnt 'md thl.' refresh of nll dC'Sktopsl]aptops. 
servers. nml other r\ctwork de\'icc-s. lniti:ttcd membership with the 1.:edern.l Electronics 
Challenge; to lbnnulizc sustainability and "Go GrC>Cn" efforts. 

• C:onduch:d u review or agency continuity of opemtions (C0011) plans. J\s a r~sult of these 
rc\'icw:;, undcnook actions to expand and improve I he stOrt1f>l.' arl!a network (SAN) 
cn~bilitic:s und cnham:c: emergency power c1.1p3bilitics for key dnlll centers. 

• Succ~-ssrut ly Jc:td fcdcra1 go,·cmmcnt inili:uh\.'S for IllS including lhc Trusted Internet 
Connection (TIC). tf•, 6. Nctworx. dat3 center conwlidation. o.ud sustainability. Work 
required cJo:,.c coorUimnion wilh Regional ofliccs :tnd Tribal n:&tion end· users. 

• l~"cnsi\C undcr.;t:tnding oflh<: CPIC &0\'tnun<c pro<css :tnd EPLC life cycle model. 
S.:t-.'<la.< Ch:Uml.lJl oflh<: Technic;~! Rc,i cw Jlootd for IllS. Sup<" ·i!i<d IT im·c:slmcntS thlt 
were COJl)btentl)' ranked in t.hc top ten of HI-IS IT (O\'c-Mmcnt Rc\·icw Bo.vd Pcrfol'l1WlCc 
nnd Qu:•lity RM~ed Portfolios. RPMS ( HIT solution for Indian llrolth). on< of the largest IT 
invcslmcntS wilhin Dill IS. \\";lS r.utkcd ns the number one in\'C:.tmcnt two years in 3 row by 
OMIJ during my tenure. 

• Lctlthc rc:-ort;:tni7ation of the OtT ofiicc. This reoq::mil..ntion sig.nilicantl)' impnn-cd 
opcmtions urn! internal cornmunic:ttions by rc-nlisning pcrs4.mnd in di\'isions based on skills. 
R~.'Organi7..ation n..;:Livitks required coordin:uion \\i th employee union ollkinls. senior IllS 
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C:\ccutivcs. :tnd nnnouncemcnt in the F ... "deral Regist~r. Successful ly led efforts to trnnsition 
key positions from contractor to federal employee. 

• Succc.ssfully used the pc:rfomtnncc impro\·emcnt plan (PIP) process to idemify performance 
weaknesses and estabJish a plllll for employee impro\'cment in these areas. Employee 
pcrfonnancc improved from unsucccsslitl to fUlly successfu l. 

SmithsoniBn ln!!litulion. 2003-2007. Ocputy. Network Management J>h•islon 
Responsible fOr ullaspccts assodatcd "ith the opcmtion nnd mnintenancc of the Smith .. ~niM 
Institution (SI) enterprise connrgcd network. The Sl network supports roughly 7.000 Sl!IO'in 
locations throughout the United States and PM.ama. Responsibilities included supervision of 
government nnd contractor perwnncl. budget. pl:tns and policic.~ tr.linitlS,. technical design. 
proje<:t implementation. and day·t<Kiay operations. Museums maintuinc:U their 0\\U independent 
staff so success required close collnborotion with other Sl IT stakeholders. 
• Responsible tbr the complete upgrode oft he Sl dam network. lltis included network 

infrastructure (fiber. cable, and electrical power) :md network components (S\\itchcs. routers. 
and cmergenc>' power supplies). Approximntcly 400 switches nnd routers were rcpktced in 
28 diflCrcnt geographic locations. Dc\·clopcd process for the review, analysis. and 
subsequent upgrade of the d:at;t network. Implemented design to enhance overall network 
reliability and redund:~.ney. 

• Deli\'crcd lh.·quc:nt presentations to internal and extem::tlaudicnccs. Extensi .. ·c experience in 
mnking presentations to senior mMagement Dcli\·cred briefings to the Smithsonian 
Sccrct:~.ry and Undcr·Sccretnry on the VoiP :md network upgrode programs. De\'clofk"'il :1nd 
delivered presentations as a spc::~.kcr ut infonnnt ion technology conl'cn:nccs. Dcli\'crcd 
prescnt:njon_.. on converged network opcr.llions at IP Comm and also at the Gartner IT CIO 
Symposium. 

• Successfully dc\'elopc:d and implemented a plan that merged telecommunications stnfl' with 
network operations stafi~ This action a\'oidcd the cost of hiring three ndditionn.l s t.nO' to 
operate n newly installed telephony solution for Sl. 

• De'·clop budget plnns and E..xhibit 300 to suppOrt the Smi~h.sonian h:k-communicn.tions 
budget. 

• Managed the relocation of the Sl's dntn center from Washington DC to Virginia. This 
relocation in\'olvcd the ntO\'C of over 500 de\' ices. including switches. routers. servers, and 
St\N devices. Supcn.iscd roughly 50 IT pcrsorutel invoh·cd in the shutd0\\11. stan up. nnd 
system testing of relocated equipment. 0\'ersnw the dc\'clopmcnt of nll schedules, 
proccdun:s. and documents used in the: rcloeotion. As n result of these efforts the dntn center 
was successfully relocated with minimum outage time and disruptjon to Sl stafr. 

Northrop Grumman Information Tccbnologic.s, 2000...2003, ~rvicts Program Manager 
Re-sponsible for the succes.'iful man:tgcment of complex IT projects requiring the-usc of multi· 
disciplined project team~. Responsible for all !lSf'«lS of progmm and prt)ject management tb r n 
'·nricty of fcder:tl c lients. 
• Successfully m.an:tged the first la.rgc·sc.nJe VoJP deployment in the-federal gonmmcnt for 

the U.S. B\11'\!nu of Census. Responsible for 1111 a5jX'CL'i of the de,·clopmcnt n.nd 
implementation of the methodology u,.~ to $UCCc$Sfully migro1e CcnslL~ lJurenu to Voll) 
(approximately 5,000 users). Sucec.~fully intcgmtcd fcdc~1l cmploy ... -cs Md mhc:r contmctor 
orgo.ni111tions in10 n single dcploymcnlt~tm. All VoiP in.stnll:ttions wen: complclcd on or 
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nhC".Jd or schedule with 3 high IC\'cl of cuslomc.r S3tis(o:elion nnd the project \\':)5 compJelcd 
under lhe orisiJUJ budget estimate. As a n.-suh oflhis succc-ssrut deplo~mrnt. Northrop 
Grumman was scl«<<'<l tO mnnogc lhe VolP deploym<nt ror all r<gional Census offices 
chroughout the UnitN Suucs. 

• Supervised the development nnd implcmcnt.:ttjon of an enterprise ne:twork management 
'-'rt;.n:ltfc for the United Strttcs Murine Corps. Developed nnd intplcmcnttd u tmining program 
to nddrcss the inst11llnliOn nnd configuration of new network soil wore thnt included Solaris. 
Network Node-Ma.nascr. :md Cisco Works. Coordilt3tcd dc:pi0)1ncnt of network upgrade rtt 
US~·IC siti!S located throusJtOUI the \\'Qr-lc.l. ~·t:lde impCO\'Cillcnu to )!Jcamlim: project 
O)X'ration llutt re$ulted in incrcasc.-d profit m..'U};ins and s:isniflcarnly impro\'c:d customer 
S:Jtisfaction. Rcc<lgni;o.cd by 1-fcwlcu-Pad.ard \\ilh th.: Nei\\Otk ~f:magc;mcnl Cryst.oJ Aw:url 
in 2002 for superior implcmenunion of network m~gernenttcchnology. 

• Oc:\'elo~X"<~ the Project Management l'olicics 3Jld Procedures Guide U$4.-d by the Northrop 
Grumman lnfonn:uion Technology Computing Systems orgnni7..ntion to rn:ltl3ge 311 service 
projects. This guide addrc~ all a.-spccts of projec-t managcmc:nt including organiz:uion:ttl 
roles and respOnsibilities. fiMncial maNJt;ement.. qw.lity :wumnec:. project communications 
nnd reporting. customer s::uislbction. and resource alloc:uion. 1\S . .'~ i,slcd in the dc\·dopment of 
n Remedy-based solution lOr nil rrojl'Ct nnd financial ~por1ing n:quirerucnts. 

SCi t:NTE:Cil, lnr. 1990- 2000,1'rojw Oirwor 
1\.'Chnical director for engineering projl"'Cl~ for federal and commcrdol clients. Dc\'dopcd 
p-roject scope and impJemcncuion pluns basecJ on dient n~~ and obj~th'es. RespOnsible for oH 
O.'\pcc:ts ofprojcc:l fiiWlcinl and personnel man.J.gcmcnt. Po~ition rcquin.-d llli: molJlJgcmc-nt of 
hi~ly ~illed., multi-disciplined IC'Chnic~ll proje-ct te:uns consisting of :a.c:nior in-house scientis.ts 
o.nd cngin«rs nnd close inte-r.!ction \\ith se-nior non-technicnl c:li(flts 

Com.)y) Joe., 1988-1990, Di.strict Salt',) ~bna~er 
Responsible for expanding IT suppon sales and coordin:uing 1hc deHwry of IT teams to pro\idc 

Oll·~i tl! suppon. Consistently cxcc ... '\IC'd sales goals nod bwincs.s pc:nctnation. E.:-cpandcd suppon 
scr\'icc )Uill'by over 50% during this time 

KPMG, 1987-1988, finant'it~l Ccm~ulliull 

Responsible for lhc fin~ncinl m:~na.semcnt of a multi-million dollnr T>Of> weapons system. 
dc\clormcnl ofprogr.un opcr.ltions budget. and briet1nss used in congression:tl testimony. 

U.S. Nn y. 1982~1987. Submarint' N:n ·al Offi~r 
Qualified in subm:uines nnd responsibJc for lhc- opcnnion and na3intcruncc of a nuclc:31' pO\\'er 
plcmL suppon. and wettpons S) Stcms while serving on board n U.S. nuclc:u' submarine. A\\Ufdcd 
the Nn\'Y Achjc\·emcnt Mcd:tl :tnd Onttle E for ~uperior performance. Nnvol Political Action 
OOiccr responsible for pcrfom1ing M\'al political analysis. dc,·eloping and briefing issue papers 
for Na\'al Flag Onicc-rs. including tJu: Chief of N:.wnl Opcnuions. 

Ext"c:ulh't Core Qualifkalions 

ltadinJ:: Change 
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As Deputy CIO. I WllS responsible for help desk opcrnlions across the U.S. supporting roughly 
25.000 users:. I discovered that hdp desk operations were decentralized and that IT s:t:~n· hnd 
diflieuhy accurately trocking IT support sen• icc r~.:quested by our cus.tomers. I dctem1ined the 
root cause to be the usc of nn outc.lated hd p desk npplicmion that was no longer supponed by the 
vendor and incapable of prtwiding reports needed by IT mnnagcrs to m:mngc their stall' and 
workload, I also found out that OIT opcrJtcd "ithout ;my clettrly de: lined Scn.·ice Le\'el 
Agreements (SLAs) or customer sc1vicc feedback mcch3Jlism. These dclkicncic:s were key 
contributors 10 I he crisis management thot onen occum:d in our organi7..ation and uns:uisfoctOl)' 
customer service. I decided to initiate a complete O\'crhaul of our hclpdcsk opcmtions. 
• I met with the di\'ision directors and OJ'f stall' to cxpJajn my vision for the new centralized 

help desk opcmlion. I rolled this pion out to my sto!T at the beginning of the year and the 
objccti\'e wn.c; to implement 3 n~w heir desk complete with SI.A.c; and all required operating 
procedures by the fall. 

• To ensure staff understood the importllnce of this cOOn. I also linked key project milestones to 
the perfom1!1J1cc oppr.tiS."l.l plans f'or my monagemt:nt tcnm. 

• I tnskt.'tl division directors "ith the review of their opc:rntions and dcvd opmcnt of SLt\s. 1 also 
held meetings 1\ith the licld IT stan: 

• I worked closely with field m:tnagcrs to ensure they fCh like st~\kcholdcrs in the process. 
dclej;ulcd "'"icw of field help desk operations to the OIT help desk manager. 

• I guided the review of COTS help<lesk appliClltions and in parnllcl " ith these cflbns. I 
eontocted help desk munugcrs in other federal agencies for input. 

• I took esisting help desk proccdUJ\"s used ot other agencies and modified them lor u.,_~ ''~thin 
my agency. This cflbn S3\'ed us a considerobk umount of time nnd money and also provided 
t.Lc; with a product thnt had been batllc·tcstcd and W:lS knom1 to be successful. I tasked the help 
dc:\k mnnl1gcr \\ith development of an implcmcntntion ru1d training plan for all stat1' who would 
be us ins this new system. 

• The new help desk pr()Ccss and SLAs were successfully phased into usc owr a one month 
period. lllis time allowed stafi'to bcocomc familiar ,,;th the-new application and also allowed 
us to make minor changes b.l.scd on IC$SOnS fc.amcd. Help desk pcrfonnancc and t:m1omcr 
s:nisfactjon impro\'t."tl dramoticully. Results from the new automated customer sUI\·cy system 
indicotcd th:ll the v~1 majori1y of our customers were-very sntistied with lhe response they 
were now receiving from the IT stnt1: 

L<ading People 
As DCIO I became aware tlult one of our primury oflices suffered from a major momle issue. 
This impression wns also confim1e<l in the results ofn !Iuman Capital sUI\·ey. The main cnuse 
nppc:lted to be a lnck of mtlnt1gcment anent ion. The problem was compounded by the fhc t thot 
the office was locnted in New Mexko and the cxccuti\'e management team. including myself~ 
worked in Washington I)C. I undertook n number of initiatives to try to imprO\'e this sitU!Ition. 
• I com milled to ensuring that either the CIO or I would be present for monthly stan meetings. 

required dhision direclOrs to hold at least monthly stat)' meeting with their divisions. 
• I hnd disco\'ercd the ot1icc had set aside funds for on·the-spot uwanJs. but they " 'ere seldom 

used. I s igniticantl~· inCrcll..otc<l the usc of awnrds to rec-ognize superior pcrformunee. 
• I also determined ;1 similar situation regarding tr.lining funds. I dcnlopcd an indi,'idual 

development trnining pl311 for usc \\ithjn our onicc. This plan required division directors to 
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meet with their suO: estobJish u:Uning n«ds for 1hc year. and follow through \\ith suff 
tmining as appropriate. 

• The obj«:tlvc of these: initiati\'cS \\'ll.'i successfully met 3S c\idencC'd b~· the nC";~t Hum3n Cnpiml 
survey. The survey showC'd n mnrktd imprO\'c:ment in the posith·c attitude that employees fell 
cownrds the organizntion nnd thdr supervisors. 

r:-rom my review of the Human Copitnl Survey resultS nnd t"rom discussions with stan· l nlso 
rccosnizcd there was confusion regarding branch and staff roles ond n:sf)On.sibilitics. I took 
concrete steps 10 impro\'c this situution. 
• I \\orkcd with division dii\.""Ctors nnd the CIO to mow: from n m:nrbc·bascd orgnnizution tO a 

more conventional functiolllll nlig.nmcnt of staff. This design mon: clc::uly identified stan· roles 
und rc:".!-J'K)f\.~bilitics and also enh:mccd ~upen.-isor man:ss,ement. I prtXntcd this reorpniz:nion 
to ~tafT\\h\-n: il was met \\ith a posithc: ~'pOn..CC. I :tlso successfully workC'd ''ith the union to 
answer questions and n:soh c: com~ms they had regarding our n..-orpni7_.:nion. The 
n;ort;ani7.ation W3S fonnalizcd und announced in abc fcdcr.al register. Once implemented. 
employed had a much better sense of the objecti\'CS of their resp.---cd\'C: divi.sions and their 
\\Ork as indhiduals. Morus~c:rs noh:d that roles :md n:sponsibilitics wen: mon: clearly de: fined 
umlthis a llowed sutfl" to focus on completing the work Md not on tryin~ to rigut\! out who 
should gc:tthc work done. 

• I completely overhauled perl~nn~ncc plnn clements nnd stondr~rds. I worked \\ith division 
JirL-ctors on crc::sting perfoml1111Ct:•basl"t1 oppro.isa.l plans that could be u.sc:J by cmplo~·ccs to 
guide: their work throughout the reJ.r. I uJso c:n~urc:d th.nt the pcrfonmmcc:·bascd plans aluu 
w-.:rc tied dircclly back to annual oOicc goals. 

• As a result of these inhi:sti\·es officc: prOOucti\·ity impnl\'cd tfCJtly llS did )Uiff undersunding 
of their ~--cti\"C roles in the org.:Uliation. 

Rc,ul~ Orivrn 
When I join<tl1he Smi1hsonion lnslilulion (SI). work hod bc:gun on mignuing Sl from 58 
dini:r\!nt tclcphonc systems to a sin~lc voiccowr JP (VoiP) telephony solution. A pilot VoiP 
project had just bct!"n completed, but the pilot had not gone wdl. I reolizcd that the project 
locked many of the n«css:uy ingredients to be successful. Th~:rc \\":l~ no ovcrollstrotcgy on how 
the migrution was to occur. no stnnd1u..Jii'.c.'tl policies or procedures, nnc.l inndc:quatc 
COI11111unieation between the contmctor tmd Sl employ~o"CS nnd between the VoiP leanl and the 
end user community. I initiated n number of changes to get this progro.m on-track. 
• I dc\·clopcd an overall migration schedule tOOt pro\·ldcd mileston~ and complctjon dates for 

WI :teti\ritic:s. This schedule W';lS de\ doped with input from contmctors nnd in·house slllO~to 
ensure bu~··in from :tU sukeho!dcrs. I dc:,·clopcd :a n:spon.sibili1ies matri.'( which listed ;~II 
DCti\·itirs th.1t would OC'C'd to be pctfomu~d by the VoiP tC'3111 nnd \\ho wns ~nsible for 
comp!c:ting ~ch acthity. In addition. the: cntin: migrotion wn:s n:\icwt"d in a series or mrxtings 
\\ith the Voi P cc.-un. The ~'\:"SUit of thC"SC meetings was nlist of rrojt."Ct dCK'umcnt.s that would be 
cn:~ued by the tc:-3fll to suidc and document project :~ct i,itics .. 

• I d-.:signc:d the progmm sche\lulc 10 11llow for multiple sites 10 be in I he Voll' migrotion process 
nt an)' one time. By maintaining H\'c to six facili ties in the pipeline I wos nble to minimi1.e 
contr.u:lor c.lowntin'lc which signilkuntly reduced eosto;. 'f his schedule tdso allowL-d us tO 
occclcrotc program completion. 

• I developed or guided ahe dc\'clopmcnt of tcchnic:11 progr:tm documcnunion ussocintcd ''ith 
do:si&~• Wid implcmcnlalion. I dew lop..'<! lc\'cl-of·<ITort mclrics and dc!Oilc'<i projcc1 pl:ms lh>~ 
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pro\'ed to be instrumental in keeping progroms on schl!dule n.nd within budget. These tools 
also provide<:! nn e.nrly wnming for situations that could result in project delays or co!\! 
0\'~rruns. 

• I also developed a process 10 ensure enhanced communication \\ith end-users. This process 
included n kick-otT presentation for managers. workshops on VoiP contigumtiom:. 
dc,·clopment of web· based tmining materials. CUld usc ol"inh:mnl 1ruining to ::1ssist end-users in 
the migration to the new technology. End-uscr.s not only understood wh:u wns expected of 
them. but why their particip:1tion was critical tbr success. 

• The rcsulLo; of all these effortS rcsuhcd in the seamless trnnsition to a new phone system ''ith 
esscntinllt no disn1ptions to staff work. The proje-ct was completed on schedule and under 
budget. The CIO of the Smithsonirutlnstitution noted th:ll the VoJrl migration progr::tm wa$ 
the most successful progmm implemented during his tenure !It Sl. 

When I took over os the Director of ITIO. a CURE notice had just been issued to the primary 
contrnctor responsible for providing IT services h) the I IllS Oflicc of the Se-cretary nnd other 
Assistant Se-crctrtry Otliccs. A CURE notice is the first step in temtinatins a ,·cndor for 
nonconfonmmcc of contl':lctcd services. Giwn the critkal nature of SUJ'pon provided by the 
conlr3ctor (S400M multi·year suppon contrncl). tcnniJUJtion wus not my first option. I \\115 also 
nware. thlll Stu IT did not intcr.tct \\i th the contr:tctors in a profession:tl numncr a.nd th:u nine 
contf3ctor program managers had cych.-d through the organization in lhc past two years. I 
txlic\'ed th:n this poor working relationship nnd nlso contributed to the problem. 1 rt!tllized I 
would htwe to work with my stafl"to change their interactions with the contmctor. 
• I set my expectations by example and imcrocted with the contractor inn professional manner 

and made-it very clear to my staO'th:at I expected the same from them. 
• I pro\'ided dewilcd guidance to the contractor on the various plans I expected to sec and the 

objccth·cs that ne ... "dt.-d 10 be met in order to be successful. 
• I a.s.sig_ned stair to cnc.:h contr.tctor work acli\'ity and m:tdc it cle::tr that they needed to work 

with the contrnctor to hc:lp them impro\'c perfom1ancc. 
• I implemented weekly CURE meetings with my staff und the contruetor. During thc:;c 

meetings I would nsk both lhc staiT and contrnctors assigned to improvement ::treas to brief on 
the progress m:tdc. By crc:tting n tenm framework that included both contruetors tmd fcderJI 
stnO". I was 11ble to significantly reduce the negative perceptions th:ll many of my stnO' had of 
the contractor. By working closely with th\: contracwr mllnt1gc:mcnt team. I wns able to cnsun: 
they understood the cxpect;ttions and objccti\'cs for success. 

• I maintained an open door policy for both the controctor progn:un mrulas.er 3nd my key staff to 
ensure that questions or concent.' were r~SOI\'ed n.o; quickly a.;; possible. 

• A.o; n result l)fthese actions. the contr.tctor was able to successfully meet :'II of the objc.-cti\'cS 
required to rcstind the CUR£ notice. In addition. the relationship between staff and 
contrnctors impro\'cd signitie-::tOtly during this time bcc.atLo;c 1 had required them to work a.s 3 

team. 

Uusincss Acumc:n 
When I fi rst joined HHS. all operating divisions (CDC. FDA. NIH. etc) were required to usc a 
centralized email system. The I IllS email S)'Stem wos known for being unreliable and also \'Cry 

expensh·c. Eventually th~ Ill IS policy was n:la.~cd :md I used this opportunily to lobby for a 
new em.:til syslem for IHS. 
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• I guided the initi"lJ effons th.3t fOC'uscd on a lcchnic~l :tnd fin:mcia.l QIU))s:is of our existing 
email system and possible alttmoth·cs. This an.:llysis dcmonstrntc.-d we could opcrotc a more 
reliable cnuil system offering USC'I'S lar~c-r m:tilboxes :~ta 1'\"tfuccd cost. This bwiness case W:lS 

pr~:.scntcd 10 cx«:uli\'C IUS rn;mn,scmcnt who :agi'C'Cd \ \ilh our approach nnd fonnally opprovc:d 
our exit from the HHS email s)·)tcm. 

• Subsequent work focused on the nnnlysis of alternatives in deployment of on IllS email 
:,y~tcm. We examined the possibility of outsOurcing nil asp...--cts of o new cmuil S)'Sh!m nnd olso 
pcrfonning ull work in-hous.c. Uhimatcly. the most cost-<:l1i."<:"tivc :;o1ution combined tht" usc of 
outside experts in assi~1ing in the uctual rnigro.tion. and using in-house ~tnff to 1naintain the 
new email s)'S1.:m. 

• I pro\;dro guid.tmcc to the migr.llion 1c.1m in the development of D detailed projct:t piJ.n. 
firuJW.tion of equipment. end·USC'r communication plln~ and mig~tion schedule. I guided 
.:O"orts to determine the rcsoun:-cs 1'\"qUirt.."<i to successfully rrn~intain and opcrote this system. 

• I \\Orkctl c:losel)• \\ilh Hum3t1 Rc:soun;e) 10 de,·dop 311 the rcquif'C'd documenuuion to ensu.t\" 

the 1imcly addition of nc:w f .. -dcml hir~s. As a result of th~ ctlbns. WI.! were able to idcntif)' 
and hirt: four additional pcrsonnd '' ith the r~.>quisitc skill sets by the time our new e-mail system 
b«umc opermional. 

• As u result of the dct:lilcd planning I hud required of my stnll: \\C ~ucccs.sfully completed 
proof~of .. conccpt tes1ins in four \\ceks and successfully misr;ucd upprosinHHcly 18.000 
rnuilboxc:s in 3 months. All work w:t.s tomplctc:d on schedule. under bud set. and \\ith minimal 
db.ruption to cnd·usc:rs. l11c: IllS c1nail system pro\'cd to ben major ~ucee~s ru1d was oblc to 
pro\'id.c USI..""t'S \\ith impro\'cd R"liubility und c:xpa.ndOO. email stor.~gc- ut u cost lc~ lhnn wtut Md 
pn:viously b<-en pn;widod by the «:nlr.lliml HHS mail sys~em. 

Ouilding Co:llilions 
One of the: security initi:ui\·cs tlutlll'Wlagcd at HHS \\'35 the dc:,·clormcnt :l1Kl implc:mcntation 
ofnn l nter~Conn«l Security r\~n.-.:mcnt (ISA). The IS:\ is n fcclc'ml R"quircment that must be 
met to ullow external p:l!tic-s access to nn O!;<"nq• network. In this c.Mc. the ISA would 1x for \tS< 

bctwc-.:n my agency and Trib{ll site$" ishins to connect to the I HS network. This was nn 
..::<trcmcly important project thnt \\1'S nls.o politically sensiti\'c been usc we would be: placing new 
requirements on 1·ribes. ·nu_, development of this ugre~ment \\~$COmplicntcd by the factth:tt it 
would be implemented primarily by the I l-IS Arc.a offices (the Arc:& 11' olllccs were semi· 
autonomous units that did not rail directly under tl1e OJT chain-of·comm:md). To be successful. 
I knew I would ha\·c to ensure th.lt th:u the concerns of :til stakeholders "ere :lddn:sSC'd in the 
fin.1l policy. 
• 1 dc,·elopcd a working commiuec th.3t included representmion from all stakeholders. inc.luding 

Tribes. The purpose of the \\Orking t-ommilt« "as 10 review and comment on all OIT work 
products O.!OSOCintod "ilh the Agm:mcnl. Using this proce<s. I hoped lhc >1llkcholders would 
feel u sense; of ownership on the fiiUiJ "ork product and be ad,·oc:u<s tbr the final policy. 

• In parallel with this cHOrt. I worked with the Ofliec of thc Inspector General to obtain n legal 
opinion O•l the opplicabilit)' of fcdcml security requirements to Trib~l n:uions. This opinion 
wns import:mt lbr Udining the type of infonn:uion we W\)u!d require in the IS1\ nnd lent 
ndditiona.l credibility to the finAl work product. 

• I :tlso worked closely "ith ,\n.·a IT rcprcscnt.ativcs to dcS"ign an :1gr~Xmcnt that would be easy 
lbr them to implement. Out of this process we developed thrC"C ISA template.~ thnt could be 
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used by Area ot1ices. The chrcc cc:mpktles uddrcssed the most common type of interconnects 
IHS maintained wilh Tribal si1es. 

• The. negotiations required to u~ ... elop I his policy were limc·conruming. bu1 nt:ccssary and the 
entire process wa.'i \'ery itcrath·c in nature to ensure all comments were adcqumcly addressed in 
the ogrccnwnt :md associa1ed policy. Once my ccam had dc"clopcd n technic-ally sound 
document chat w:lS upprowd by :111 working eommiuce members. I sent the ISA out for 
national Tribal fC\'icw :md comment. 

• By using an inclusive and transpnn:nt nppro.lch, we h.3d no m:sjor dissenling comments to the 
proposed policy. h \\1\S subs.c:quently signl!d. as linalagency policy by I he Oireclor of IHS. 

When I tx--cnn1c director of ITIO. it became app_'lrcnt to me thnt my oflice h:sd a generally poor 
relationship "~ith the Assisumt St-eretnry otlices that we supported. Staff h:uJ become used to 
this si1umion and blamed tl1e poor relationship on customers. This poor relationship also was the 
key contributor to issues that resulted when ICc increases were ncccSS3ry (ITIO was a fee-b.'lscd 
orgnnizution and our customer ot1ices h:td to appro\'c any fc:c changes). I mnde it an ofiicc goal 
to ch:tnge this relationship. 
• I initiated a monthly customer meeting and encourngcd cwtomers 10 attend in person \'Crsus 

call ing in to the meeting. I set nn ngcnda lhat required e-ach of my dh;sions to report on work 
in progress or planned :~nd to highlight anything that might imp:tet customers. This update \\11$ 

very much needed and allowed customers lime to comment or mise concerns about upcomins 
ncti,,itics. I enswed that customer issues were documented during coch meeting and de,·ctopc-d 
nn action li:::t for my staff. Assign,ue11ts were made and I held the-ITIO directors responsible 
tOr trncking and rcsoJ,;ng each issue. Within six months this meeting became n constructi\'C 
plnttbm1 lbr the exchange of ideas between customers and 1"1'10 Stll(l 

• As part of the cflbn to impro,·c communications. I made it a pcrson31 goal to meet anmmlly 
";th the IT Directors for C\'cry oJlicc we supponed. I timed these meetings to occur two 
months before we met with nil o11iccs to review fcc adjustments. 1l1is nllowcd me to meet 
with each ot1icc nnd c,'(plnin rotc changes in grcnh:r t.lcmil and ensure all of' their questions 
were answered. And simil:u to monthl~· customer meetings. I documented nll issues nnd 
coneem::: f'rom th~s...- meetings. Ac1ion list." \\WC de\'c!Oped and ITIO Din:ctors we-re held 
n!.Sponsiblc f'or resolution of issu~s inn timely munner. 

• I rc,;ewed oflicc: stnndnrd opcrnting procedures to ensure customer needs were udcqLWtely 
addressed in any activities that might impJct them and that the :tpproprintc lc\'cl of 
communic;~t ion wus esuablishcd. In some irull.mccs. we Mkcd our cus1omcrs to p3tticip:~tc in 
this review process. 

• These changes dmmnticnlly impro\'ed inleractions between my suo· and customers. Clo.s<: 
communication between my oflice :md customer.; also rcsultt.-d in n greater customer 
undcrsmnding of' our cost drivers and significantly reduced the issues and concerns nssocintt.-d 
\\ith fc-c incre-ases. In subsequent budget meetings. propOs...-d fee increases were unanimously 
:tpj)fO\'Cd by board members. 
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